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1.0 OBJECTIVE 

This procedure aims to prescribe the process in measuring customers' satisfaction on the water 
management services provided by Tanza Water District (TWD). 

2.0 SCOPE 

This procedure covers the generation of feedback from the customers of Tanza Water District regarding 
the delivery of service through bi-annual conduct of survey of randomly selected customers. This also 
covers the procedure of gathering customer feedback on the service through a Customer Satisfaction 
Survey Form or suggestion boxes stationed in Tanza Water District. 

3.0 DEFINITION OF TERMS 

3.1 Feedback - comments given to Tanza Water District either orally or in writing, 
solicited or not solicited, about its performance and includes both complaints and 
commendations. 

3.2 Passing Mark - refers to the score received by Tanza Water District by which it is considered to 
have satisfied its customers. For qualitative portion of the survey, the passing mark shall be 90%. For 
descriptive/quantitative portion of the survey, the passing mark shall be Very Satisfactory. 

3.3 Public Assessment of Service (PAS) - refers to the survey periodically conducted by the Customer 
Accounts & Services Division using the Customer Satisfaction Survey Form to measure customer 
satisfaction on the services provided by Tanza Water District. 

3.4 Customer Satisfaction Survey Form (CSSF) - the form used by the Customer Accounts & Services 
Division to assess delivery of service. 

3.5 Media - refers to internet means, tarpaulin, leaflet ads, and other similar forms of media 
avenues. 

3.6 CASD - Customer Accounts and Services Division. 

4.0 REFERENCE DOCUMENTS 

4.1 Control of Documented Information Procedure 

4.2 Communication Control Procedure 

4.3 Handling Customer Complaints Procedure 


5.0 RESPONSIBILITY AND AUTHORITY 

5.1 The Division Manager of Customer Accounts & Services Division shall : 
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5.1.1 Ensure the conduct of public assessment of service twice a year or as the need arises; 

5.1.2 Checks data analysis; 

5.1.3 Recommend course of action, if needed; 

5.1.4 Submits the survey results and recommendations to the General Manager. 

5.2 The Survey Team Leader shall analyze the data tabulated by the Survey Team, and generate 
charts and figures. 

5.3 The Survey Team members shall conduct the survey in their respective designated areas within 
the established time frame. They shall tabulate the data daily and report to the Customer Accounts & 
Services Division manager any complaint/commendation/reports expressed by the respondents 
during the survey. 

5.4 The Division Manager of AGS shall collect and summarize content of suggestion boxes, monitors 
negative publicities about the agency in internet forums, social media and, and reports the negative 
publicities to immediate supervisor. 

5.5 The General Manager shall issue further instructions as he may see fit with respect to the results 
of the survey and feedback summary. 

5.6 All Division Managers shall ensure implementation of instructions of the General Manager with 
respect to the results of the survey. 


6.0 PROCEDURE DETAILS 

6.1 Customer Satisfaction Assessment of Service 


Process Flow 

In-charge 

Process Description 

Records 
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Designation of 
Survey Team 



f 


\ 


Tabulation of 


Survey 

V 


J 


Division 
Manager, 
Customer 
Accounts & 
Services 
Division 


Shall assign the staff of the Division who will 
compose the Survey Team, assign the Team 
Leader, determine the team members' areas of 
assignment and schedule of survey and set the 
number of respondents for each team member. 
Shall continuously update the survey form for 
improvement. 

Notes: 

The number of total respondents shall be not 
less than 25 but may be adjusted depending on 
prevailing conditions. 


Customer 
Satisfaction 
Survey Form 
(CSSF) 


Survey Team 
members 


Survey Team 
members 


Shall interview respondents in accordance with 
the schedule and area assignments set by the 
Customer Accounts Division Manager. 


Shall issue survey form 


Shall tabulate the data gathered at the end of 
each day during the conduct of the survey 

Note: 

The survey team members shall indicate on the 
survey form any complaint expressed by the 
respondents and shall report the same to the 
CSAD at the end of the day. The complaint shall 
then be immediately referred by the Division 
Manager to the concerned Division. 


Customer 
Satisfaction 
Survey Form 
(CSSF) 


Customer 
Satisfaction 
Survey Form 
(CSSF)/Data 
Tabulation Form 
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Analysis of Data 


Survey Team 
Leader 


Shall analyze the data and generate charts and 
figures after the target number of respondents 
is met and submit the data analysis (with charts 
and figures semi - annual) to the CSAD. 


Charts 


Submission of 
Report to the 
General Manager 


Manager, 

Customer 

Accounts 

Division 


Shall review and check the data analysis/charts 
and figures, indicate corrections, if any; prepare 
the Public Assessment of Service Report 
(PASR), indicating therein whether or not Tanza 
Water District obtained a passing mark, and 
recommendations for improvement of ratings, 
and submit these to the General Manager for 
his appropriate action. 


Comments 

Summary 


r 

Review of the 
Report 



1 

r 

r \ 

Distribution of the 
Report 

l -Li 


General 

Manager 


Shall review the CSSF and issue further 
instructions either through marginal notes to 
the report or a separate inter-office 
memorandum as he may see fit, based on the 
result of the survey. 


Customer 
Satisfaction 
Survey Form 
(CSSF)or Service 
Report 

Memorandum 


Clerk Processor 


Shall distribute the CSSF to the managers 
concerned, as may be instructed by the General 
Manager, and record the date and time that the 
report was received. 
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Implementation 
of GM's 
Instruction 


V 

/ 
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r a 

Monitoring of 

Status of 

Implementation 
k ’ J 
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Concerned 

Division 

Managers 


Concerned 

Division 

Managers 


| Shall carry out the GM's instructions as noted in 
the PASR or as stated in a separate 
memorandum. 


Shall monitor implementation of GM's 
instructions and provide feedback to the GM. 
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6.2 Customer Feedback from Suggestion Boxes, Email, and Social Media 



Process Flow 


Start 


In-charge 




Process Description 


r 


> 


Collection of 
feedback 


Customer 

Accounts Clerk shall collect the content of the suggestion boxes 
Processor every Friday. 


Division 

Manager, CASD 


Shall check feedback from official email address 
and monitor social media daily for complaints 
and impressions, whether positive or negative, 
about the service; shall summarize feedback 
generated and submitted for the GM's 
appropriate action. 


Records 


CSSF 

Social Media 


Note : 

Advance copy of the urgent matters/complaints 
shali be forwarded to the concerned 
departments 


Encoding of 
comments 


Customer 
Accounts Div. 
Clerk Processor 


Shall encode the suggestions/feedback as 
collected from the suggestion boxes using the 
comments summary form and the encoded 
comments to the CASD Manager. 


Comments 
Summary Form 
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Transmittal to the 
GM 


CASD Manager 

Shall review the comments summary form and 
prepare the transmittal to the GM. 

Comments 
Summary Form 

Customer 

Accounts Div. 
Clerk Processor 

Shall record the transmittal and the comments 
summary form in the logbook and have the 
transmittal and the form received by the Clerk 
Processor of the Office of the GM. 

Comments 
Summary Form 

General 

Manager 

Shall review the summary as transmitted and 
issue further instructions either through 
marginal notes to the report or a separate inter- 
office memorandum to the Division Managers 
as he may see fit. 


Customer 
Accounts Clerk 
Processor 

Shall distribute the Comments Summary Form 
to the managers concerned; as may be 
instructed by the General Manager. 

Shall record the date and time that the report 
was received. 






GM's Action 


Distribution of the 
Report 


End 


3 


6.3 REPORTS 


Reports 

Frequency 

Responsible 

Customer Satisfaction 
Survey Report 

Twice a year (every six 
months) 

Survey Team 

CAS Division Manager 

Comments Summary 

Once a week 

Survey Team 

CAS Division Manager 
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7.0 PERFORMANCE INDICATORS 


7.1 Tabulated and analyzed data from survey transmitted to the GM 

7.2 Encoded summary of comments transmitted to the GM 

8.0 ATTACHMENTS AND FORMS 

8.1 Form 1- Customer Satisfaction Survey Form 

8.2 Form 2- Data Tabulation Form 

8.3 Form 3- Summary of Comments Form 
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Republic of the Philippines 

TANZA WATER DISTRICT 

Tan /a, Cavite 


CUSTOMER SATISFACTION SURVEY FORM 


Name: 


Address: 


Tel. No: 



Control No: 


Date of Evaluation: 


Page No: 



I. On a scale of 1 to 5, How would you "RATE OUR PERFORMANCE" on each of these characteristics? 
(1 of lowest importance, 5 of excellent performance) 


Legend: 5-Excellent 4-VeryGood 3-Good 2-Fair 1-Lowest 


Characteristics 

5 

4 

3 

2 

1 

Remarks 

1. Delivery of Service 







2. Quality of Service 







3. Communication 







4. Reliability and Dependability 







5. Customer Relationship 








II. Other suggestions & comments: 


Thank you for your time in answering our Customer Satisfaction Survey Form. 
Rest Assured that any information you have given us will be treated with utmost 
confidentiality. 

TANZA WATER DISTRICT 
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